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ABSTRACT 
~n efficient and effective facilities management contributes to the productivity of an 
organisation in achieving its core activities. Higher educational institutions (HEIs), 
with teaching and learning as their core activities, have several physical and non- 
physical facilities to manage. In reality, this involves with complex challenges in 
meeting the needs and demands of dynamic and demanding stakeholders. Therefore, 
a mechanism must be identified and developed to meet their demands. Facility 
management (FM) help desk has been identified as an online system for the 
university community to channel any complaints about the university facilities. This 
system is able to handle the complaints by managing, recording and maintaining 
them in a systematic and effective manner. Through this system, complaints should 
be resolved within one day, three days or seven days depending on the degree of 
urgency of the cases. This research focuses on how the FM help desk system can 
help the university to manage its facilities and to determine FM satisfaction 
indicators for facilities management services delivered through the FM help desk 
system. This research also suggested the improvement of this system based on the 
FM satisfaction indicators. Mixed method was used in this research. Via quantitative 
approach, 317 sets of questionnaires were distributed to respondents representing 
various levels of the university staff. Semi-structured interview technique focusing 
on the officers who directly involved in the management of university facilities, on 
the other hand, was carried out to obtain qualitative data. The results showed that the 
majority of users were satisfied with the implementation of FM help desk system as a 
user complaint system to improve the eff~ciency of the university faciIities 
management. Furthermore, it has been suggested that this system can be improved 
based on the FM satisfaction indicators i.e., people, IT and technology, place and 
process. Thus, FM help desk system has been identified as an important mechanism 
in enhancing the management of complaints towards a better implementation of a 
quality facilities management system in the university. 
ABSTRAK 
Pengurusan fasiliti yang cekap dan efektif menyumbang kepada produktiviti organisasi 
mencapai aktiviti terasnya. Institusi pengajian tinggi (IPT) yang memfokuskan 
aktiviti terasnya kepada pengajaran dan pembelajaran, mempunyai pelbagai fasiliti 
&lam bentuk fizikal dan bukan fizikal secara realitinya berhadapan dengan cabaran yang 
begitu kompleks dalam memenuhi keperluan dan permintaan stakeholder yang dinamik 
dan mendesak. Sehubungan itu, satu mekanisme perlu dikenal pasti dan dibangunkan 
bagi memenuhi tuntutan ini. Facility management (FM help desk telah dikenal pasti 
sebagai satu sistem atas talian bagi warga universiti mengemukakan sebarang aduan 
tentang fasiliti universiti. Sistem ini berupaya mengendali, merekod dan menyelenggara 
aduan secara sistematik, efisien dan teratur. Melalui sistem ini, aduan-aduan pengguna 
fasiliti perlu diselesaikan dalam tempoh satu hari, tiga hari atau tujuh hari mengikut 
darjah kesegeraan kes. Kajian ini memfokuskan kepada persoalan sejauhmana sistem 
FM help desk boleh membantu sistem pengurusan fasiliti universiti dan menentukan 
indikator kepuasan dalam perkhidmatan pengurusan fasiliti terhadap sistem tersebut. 
Kajian ini juga telah mencadangkan penambahbaikan berdasarkan indikator kepuasan 
FM. Kaedah campuran telah digunakan dalam penyelidikan ini. MeIalui pendekatan 
kuantitatif sebanyak 3 17 borang kaji selidik teIah diedarkan kepada responden iaitu staf 
pelbagai peringkat di UTHM bagi mendapatkan maklum balas. Manakala teknik 
temubual secara separa berstruktur telah dijalankan bagi mendapatkan data secara 
kualitatif dengan memfokuskan responden iaitu pegawai-pegawai yang terlibat secara 
langsung dalam pengurusan fasiliti universiti. Hasil kajian menunjukkan bahawa majoriti 
pengguna berpuas hati dengan pelaksanaan sistem FM help desk dan ia diterima sebagai 
satu saluran aduan yang dapat meningkatkan kecekapan sistem pengurusan fasiliti 
universiti. Seterusnya, telah dicadangkan bahawa sistern ini masih boleh dipertingkatkan 
melalui indikator kepuasan FM iaitu terdiri daripada sumber manusia, IT dan teknoIogi, 
tempat and proses. Dengan demikian sistem FM help desk telah dikenal pasti sebagai 
satu mekanisme penting dalam meningkatkan sistem pengurusan aduan ke arah 
pelaksanaan sistem pengurusan fasiliti yang berkualiti di UTHM. 
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